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maintain a record thereof as part of its
record of the shipment. Failure or re-
fusal of a carrier to notify the shipper
in accordance with the foregoing shall
automatically effect a continuance of
carrier liability pursuant to the appli-
cable tariff provisions with respect to
S.I.T., until the end of the day fol-
lowing the date upon which notice is
given.

[46 FR 16218, Mar. 11, 1981, as amended at 55
FR 18729, May 9, 1990; 55 FR 30235, July 25,
1990; 62 FR 49941, Sept. 24, 1997]

§ 375.13 Complaint and inquiry han-
dling.

(a) Motor common carriers engaged
in the transportation of household
goods as defined in § 375.1(a) shall es-
tablish and maintain a procedure for
responding to complaints and inquiries
from shippers for which such transpor-
tation is provided. The procedure shall
include a means whereby shippers may
communicate with the principal office
of the carrier by telephone.

(b) The carrier shall retain and make
part of the file relating to a shipment
a written record of all complaints and
inquiries received from a shipper by
any means of communication.

[46 FR 16218, Mar. 11, 1981. Redesignated at 61
FR 54707, Oct. 21, 1996; 62 FR 49941, Sept. 24,
1997]

§ 375.14 Agency agreements.

(a) Household Goods Agents are de-
fined as follows:

(1) Prime agents are defined as all
agents who are permitted or required
under the terms of any agreement or
arrangement with a principal carrier to
provide any transportation service for
or on behalf of the principal carrier, in-
cluding the selling of or arranging for
any transportation service, and who
perform such services on other than an
emergency or temporary basis.

(2) Military agents are defined as all
agents who are permitted or required
under the terms of any agreement or
arrangement with a principal carrier to
provide origin and/or destination serv-
ices only on shipments transported on
Government bills of lading issued by
the Department of Defense, and who
perform such services on other than an
emergency or temporary basis.

(3) Temporary agents are defined as
all agents who are permitted or re-
quired under the terms of any agree-
ment or arrangement with a principal
carrier to provide origin and/or des-
tination services on behalf of the prin-
cipal carrier, excluding the selling of
or arranging for any transportation
service, and who perform such services
on an emergency or temporary basis.

(b) Agreements between principal
carriers and their prime or military
agents must be reduced to writing and
signed by the principal and the re-
tained agent, and copies of any such
agreements must be in the files of the
principal carrier for a period of not less
than 24 months following the date of
termination of each agreement.

[46 FR 16222, Mar. 11, 1981; 46 FR 22594, Apr.
20, 1981]

§ 375.15 Collection of freight charges
on household goods shipments in-
volving loss or destruction in tran-
sit.

(a) No motor common carrier of
household goods in interstate or for-
eign commerce shall collect, or shall
require a shipper thereof to pay, any
published freight charges (including
any charges for accessorial or terminal
services) when that shipment is totally
lost or destroyed in transit. The provi-
sions of this subsection shall apply
only to the transportation of household
goods as defined in § 375.1(b)(1) of these
rules. Notwithstanding any other pro-
visions of this subsection, a carrier
shall collect, and the shipper shall be
required to pay, any specific valuation
charge that may be due. This sub-
section shall not be applicable to the
extent that any such loss or destruc-
tion is due to the act or omission of the
shipper.

(b) In the event that any portion, but
less than all, of a shipment of house-
hold goods is lost or destroyed in tran-
sit, a motor common carrier of house-
hold goods in interstate or foreign
commerce shall, at the time it disposes
of claims for loss, damage, or injury to
the articles in the shipment as pro-
vided in part 370 of this chapter, refund
that portion of its published freight
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